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ABSTRACT 
With the rapid development of Information Communication Technology, many types 
of virtual communication channels are available to the employees. Email has been 
commonly used by the manufacturing community for virtual communication due to 
disparity of locations and time constraint. Responsive delivery of job with short cycle 
time requires zero waste information flow. Therefore, effective communication is 
essential for time-based job performance to keep a manufacturing company 
competitive. Additionally, effective communication has the mediating influence in 
the relationship between job satisfaction and behavioural intentions towards job 
accomplishment. Therefore, the relationship of communication satisfaction and job 
performance is crucial and need to be investigated. This experimental study was 
conducted to examine the responsiveness of job performance induced with time 
pressure by using email communication. Results show that email is a moderately 
effective communication channel for assigning job to a group of virtual workers, in 
some cases for repetitive and organized jobs that could not be completed within 24 
hours. Quantitative analysis was also conducted to measure satisfaction level of 
communication using email as perceived by virtual workers towards performance of 
completed job. The relatively high in perceived communication satisfaction showed 
that email is effective in collaborative aspects of work. The communication 
satisfaction factors of communication climate and relation with superior could be 
enhanced by the organization in order to increase employees’ job performance. 
 
Keyword: virtual communication, email, responsiveness, job performance, 
communication satisfaction. 
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CHAPTER 1: INTRODUCTION 
1.1 Introduction to the Study 
Statistically reported by Department of Statistics Malaysia, there are total 
1,020,265 employees engaged in the Manufacturing sector in December 2012. As 
compare to December 2011, the number of employees increased by 16,339 persons 
year-on-year basis. Based on the Malaysia Standard Industrial Classification 2000, 
there are total of 197 industries in the Manufacturing Sector. The three major 
contributors of the manufacturing groups to the gross output in 2009 were 
manufacture of refined petroleum products; manufacture of vegetable and animal oils 
and fats; and manufacture of electronic components and boards. Collectively, these 
three groups accounted for more than one-third of the gross output. However, the 
manufacture of electronic components and boards industry accounted for the highest 
number of employees totaling 183,579 persons or 10.8% in 2009.  
According to SME Corp Malaysia, the annual sales turnover or number of 
full-time employees classified the small and medium enterprise in each of the 
respective sectors. In manufacturing, manufacturing-related services and agro-based 
industries classify micro-enterprise has less than 5 employees whereas for small and 
medium enterprise having the employees between 5 to 50, and 51 to 150 respectively. 
Meanwhile, a medium or large Malaysian company is defined as a business entity 
with an annual sales turnover of more than RM10 million or more than 50 full-time 
employees. There were a total of 30,607 companies in Malaysia as reported in 2009. 
Statistically, 24,992 companies employed 50 employees and below which accounted 
for 81.6%, whereas their contribution to gross output and total employment was only 
6.1% and 15.4% respectively. On the contrary, the only 2,169 large companies with 
151 workers and above contributed to 77.4% of gross output and 66.9% of total 
employment respectively.    
The contents of 
the thesis is for 
internal user 
only 
73 
 
REFERENCES 
Ali, D.A. and Drew, L.H. (2005). Organizational communication satisfaction in the 
virtual workplace. Journal of Management Development, 24(5), 397-409. 
 
Abugre, J.B. (2011). Appraising the impact of organizational communication on 
worker satisfaction in organizational workplace. Problems of Management in the 21
th 
Century, 1, 7-15. 
 
Adler, R. (1999). Communicating at work: principles and practices for business and 
the professions. Boston: McGraw-Hill College. 
 
Berry, G.R. (2006). Can computer-mediated asynchronous communication improve 
team processes and decision making?. Journal of Business Communication, 43(4), 
344-366. 
 
Batles, B. B., Dickson, M.W., Sherman, M.P. Bauer, C.C. and LaGanke, J.S. (2002). 
Computer-mediated communication and group decision making: a meta-analysis. 
Organizational Behaviour and Human Decision Processes, 87(1), 156-179. 
 
Budman, S.H., Soldz, S., Demby, A., Davis, M. and Merry, J. (1993). What is 
cohesiveness? An empirical examination. Small Group Research, 24(2), 199-216. 
 
Burke, K. and Chidambaram, L. (1996). Do mediated contexts differ in information 
richness? A comparison of collocated and dispersed meetings. Proceedings of the 
29
th
 Annual Hawaii International Conference on System Sciences, 92-101. 
 
Byron, K. and Baldridge, D. (2005). Toward a model of nonverbal cues and emotion 
in email. Paper presented at the Academy of Management Best Conference Paper, 
OCIS. 
 
Caballer, A., Francisco, G. and Jose-Maria, P. (2005). Affective responses to work 
process and outcomes in virtual teams: Effects of communication media and time 
pressure. Journal of Managerial Psychology, 20(3), 245-260. 
 
Crandall, F. and Wallace, M. (1998). Work & rewards in the virtual workplace. 
AMACOM, New York, NY. 
 
Carriere, J. and Bourque, C. (2009). The effects of organizational communication on 
job satisfaction and organizational commitment in a land ambulance service and the 
mediating role of communication satisfaction. Career Development International, 
14(1), 29-49.  
 
Clampitt, P.G. (1981). Downs/Hazen Communication Questionnaire. In Cook, J.D., 
Hepworth, S., Wall, T. and Warr, P. (Eds), Experience of Work: A Compendium and 
Review of 249 Measures and Their Use (pp. 112-132). New York: Academic Press. 
 
Clampit, P.G. and Downs, J.D. (1993). Employee perceptions of the relationship 
between communication and productivity: a field study. Journal of Business 
Communication, 30, 5-28. 
74 
 
 
Culnan, M.J. and Markus, M.L. (1987). Information Technologies. In Jablin, F.M., 
Roberts, K.H., Putnam, L.L., and Porter, L.W (Ed.), Handbook of Organizational 
Communication: An Interdisciplinary Perspective (pp. 420-443). Newbury Park, CA: 
Sage Publication. 
 
Cursue, P.L. and Wessel, I. (2005). Information processing in virtual teams: 
implication for virtual team effectiveness. In Curseu, P.L. (Ed), Complexity within 
Organizations. Pearson Education Limited. 
 
Daft, R.L. and Lengel, R.H. (1986). Organizational information requirements, media 
richness and structural design. Management Science, 32(5), 554-571. 
 
Daft, R.L., Lengel, R.H., and Trevino, L.K. (1987). Message equivocality, media 
selection, and manager performance: Implications for information systems. MIS 
Quarterly, 11(3), 355-366. 
 
De Ridder, J. (2004). Organisational communication and supportive employees. 
Human Resource Management Journal, 14(3), 20-30. 
 
Downs, C. and Hazen, M. (1977). A factor analysis of communication satisfaction. 
Journal of Business Communication, 14(3), 63-74. 
 
Duxbury, L. and Neufeld, D. (1999). An empirical evaluation of the impacts of 
telecommuting on intra-organization communication. Journal of Engineering and 
Technology Management, 16(1), 1-28. 
 
Easton, G., George, J., Nunamaker, J. and Pendergast, M. (1990). Using two 
different electronic meeting system tools for the same task: an experimental 
comparison. Journal of Management Information System, 7(1), 85-100. 
 
El-Shinnawy, M.M. and Markus, M.L. (1997). Acceptance of communication media 
in organizations: Richness or features?. IEEE Transactions on Professional 
Communication, 41(4), 242-253. 
 
Fann, G.L. and Smeltzer, L.R. (1989). Communication attributes used by small 
business owner/managers for operational decision making. Journal of Business 
Communication, 26, 305-321. 
 
Friedman, R.A. and Currall, S.C. (2003). Conflict escalation: Dispute exacerbating 
elements of email communication. Human Relations, 56(11), 1325-1347 
 
Fritz, M., Rhee, H., and Narasimhan, S. (1998). Communication and coordination in 
the virtual office. Journal of Management Information System, 14(4), 7-28. 
 
Fulk, Steinfield, C.W., Schmitz, J. and Power, J.G. (1987). A Social Information 
Processing Model of Media Use in Organizations. Communication Research, 14(5), 
529-552. 
 
75 
 
Gabriele, P., Anne, P. and Blake, I. (2004). Virtual teams: team control structure, 
work processes, and team effectiveness. Information Technology and People, 17(4), 
359-379. 
 
Geber, B. (1995). Virtual teams. Training, 32(4), 36-42. 
 
Gerda, M., Kandela, O. and Kulno, T. (2011). Virtual work usage and challenges in 
different service sector branches. Baltic Journal of Management, 6(3), 342-356. 
 
Glenda (2004). Diagnosing the distance: Managing communication with dispersed 
technical workforces. Corporate Communication: An International Journal, 9(2), 
118-127. 
 
Gray, J. and Laidlaw, H. (2002). Part-time employment and communication 
satisfaction in an Australian retail organization. Employee Relation, 24(2), 211-228. 
 
Gibson, C.B. and Cohen, S.G. (2003). Virtual Teams that Work: Creating Conditions 
for Effective Virtual Teams. Jossey Bass, New York, NY. 
 
Hair, J.F., Money, A.H. and Samouel, P. (2007). Research Methods for Business. 
John Wiley and Sons. 
Hall, K. (2007). Less waste, more speed. People Management, 38-39. 
 
Helling, K., Blim, M., and O’regan, O. (2005). An appraisal of virtual networks in 
the environmental sector. Management of Environmental Quality: An International 
Journal, 16(4), 327-337. 
 
Hargie, O., Tourish, D., and Wilson, N. (2002). Communication audits and the 
effects of increased information: a follow-up study. The Journal of Business 
Communication, 39(4), 414-436. 
 
Hills, J., Miller, B., Weiner, S., and Colihan, J. (1998). Influences of the virtual 
office on aspects of work and work/life balance. Personal Psychology, 51(3), 667-
683. 
 
Hollingshead, A., McGrath, J. and O’Connor, K. (1993). Group task performance 
and communication technology: a longitudinal study of computer-mediated versus 
face-to-face groups. Small Group Research, 24, 307-33. 
 
Holtszhausen, D. (2002). The effect of divisionalised and decentralized 
organizational structure on a formal internal communication function in a South 
Africa organization. Journal of Communication Management, 6(4), 323-339. 
 
Hoskins, C. (1983). Psychometrices in nursing research: Construction of an 
interpersonal conflict scale. Research in Nursing and Health, 4(2), 243-249. 
 
Huang, C.Y. and Nof, S. (1999). Enterprise agility: a view from the PRISM lab. 
International Journal of Agile Management System, 1(1), 51-61. 
 
76 
 
Huseman, R.C., Hatfield, J.D. and Gatewood, R.D. (1978). A conceptual framework 
for analyzing the communication-productivity relationship. Paper presented at the 
annual meeting of the Academy of Management, San Francisco, CA. 
 
Huws, U., Korte, W.B. and Robinsons, S. (1990). Telework Towards the Elusive 
Office. Wiley, Chichester. 
 
Huber, G.P. and Daft, R.L. (1987). The information environments of organizations. 
In Frederick, M.J., Putnam, L.L., Roberts, K.H. and Porter, L.W. (Eds), Handbook of 
organizational communication: An interdisciplinary perspective (pp. 130-164). 
Newburry Park: Sage Publications. 
 
Jackson, P. (1999). Virtual Working: Social and Organisational Dynamics. 
Routledge, London. 
 
Johnson, C. (2002). Managing virtual teams. Retrieved October 25, 2012, from HR 
Magazine: www.shrm.org/hrmagazine/articles/0602/0602joinson.asp 
 
Jolanta, Z. (2012). Relationship between job satisfaction and employee behavioural 
intention toward work performance: mediation effect of communication content. 
Management of Organizations: Systematic Research, 63, 139-157. 
 
Keller, R.T. (1986). Predictors of the performance of project groups in R&D 
organizations. Academy of Management Journal, 29(4), 715-726. 
 
Kock, N.F. Jr and McQueen R.J. (1997). Using groupware in quality management 
programs. Information Systems Management, 14(2), 56-62. 
 
Kirkman, B.L. and Mathieu, J.E. (2005). The dimensions and antecedents of team 
virtuality. Journal of Management, 31, 175-192. 
 
Kristin, B. and David, C. B. (2005). Toward a model of nonverbal cues and emotion 
in email. Paper presented at the Academy of Management Best Conference Paper. 
 
Ku, L. (1996). Social and nonsocial uses of electronic messaging systems in 
organizations. Journal of Business Communication, 33(3), 297-325. 
 
Leech, N.L., Barrett, K.C., and Morgan, G.A (2005). SPSS for intermediate statistic: 
Use and interpretation (2
nd
 ed.). Lawrence Erlbaum Associates, Inc. 
 
Lipnack, J. and Stamps, J. (2000). Virtual Teams: People Working across 
Boundaries with Technology. John Wiley and Sons, New York, NY. 
 
Litterst, J.K. and Eyo, B. (1982). Gauging the Effectiveness of formal 
communication programs: a search for the communication-productivity link. Journal 
of Business Communication, 19(2), 15-26. 
 
Mabry, E.A. and Barnes, R.E. (1980). The Dynamics of Small Group Communication. 
Prentice-Hall, Englewood Cliffs, NJ. 
 
77 
 
Madlock, P.E. (2012). The Influence of Power Distance and Communication on 
Mexican Workers. Journal of Business Communication, 49(2), 169-184. 
 
Mason-Jones, R. and Towill D.R. (1999). Total cycle time compression and the agile 
supply chain. International Journal of Production Economics, 62, 61-73. 
 
Markus, M.L. (1994). Electronic mail as the medium of managerial choice. 
Organization Science, 5(4), 502-527. 
 
Maznewski, M.L. and Chudoba, K.M. (2000). Bridging space over time: global 
virtual team dynamics and effectiveness. Organization Science, 11(5), 473-492. 
 
Maule, A.J. (1997). Strategies for adapting to time pressure. In Flin, R.H. (Ed.), 
Decision making under stress: Emerging themes and application (pp. 271-279). 
United Kingdom: Ashgate. 
 
McGrath, J.E. (1990). Time matters in groups. In Galegher, J., Kraut, R.E. and Egido, 
C. (Eds), Intellectual Teamwork: Social and Technological Foundations of 
Cooperative Work (pp.23-62). Hillsdale, NJ: Lawrence Erlbaum. 
 
McGrath, J.E. (1991). Time, interaction, and performance (TIP): a theory of group. 
Small Group Research, 22, 147-174. 
 
McGrath, J.E. and Hollingshead, A.B. (1994). Groups Interacting with Technology. 
Sage Publications. 
 
Melymuka, K. (1997). Tips for teams. Computerworld, 36(17), 70-72. 
 
Miranda, S.M. (1991). Cohesiveness and conflict management in group decision 
support systems. Univerisity of Georgia, Anthens, GA. 
 
Nadarajah, S. and Kotz, S. (2008). The cycle time distribution. International Journal 
of Production Research, 46(11), 3133-3141. 
 
Nader S., Anees J.A., and Anahita A. (2010). Organizational Citizenship Behavior in 
Concern of Communication Satisfaction: The Role of the Formal and Informal 
Communication. International Journal of Business and Management, 5(10), 51-61. 
 
Narges, B., Zulhamri, A. and Jusang, B. (2011). The role of email in improving task 
performance among the executives in Malaysia. Australian Journal of Business and 
Management Research, 1(4), 52-62. 
 
Nakra, R. (2006). Relationship between communication satisfaction and organization 
identification: An empirical study. The Journal of Business Perspective, 10(2), 41-51. 
 
Ocker, R., Fjermestad, J., Hiltz, S.R. and Johnson, K. (1998). Effects of four modes 
of group communication on the outcomes of software requirements determination. 
Journal of Management Information Systems, 15(1), 99-118. 
 
78 
 
Olson, G.M. and Olson, J.S. (2003). Human-computer interaction: psychological 
aspects of human use of computing. Annual Review of Psychology, 54, 419-516. 
 
Ordonez, L. and Benson, L. (1997). Decisions under time pressure: how time 
constraint affects risky decision making. Organizational Behavior and Human 
Decision Processes, 71, 121-140. 
 
Penley, L.R. and Hawkins, B. (1985). Studying interpersonal communication in 
organizations: A leadership application. Academy of Management Journal, 28. 
 
Pettit, J. D., Goris, J. R. and Vaught, B. C. (1997). An examination of organizational 
communication as a moderator of the relationship between job performance and job 
satisfaction. Journal of Business Communication, 34(1), 81-98. 
 
Pearce, C.G. and Segal, G.J. (2004). Effects of Organizational Communication 
Satisfaction on Job Performance and Firm Growth in Small Businesses. Retrieved 
Nov 1, 2012, from: www.sbaer.uca.edu/research/sbida/1998/pdf/27.pdf 
 
Pincus, J.D. (1986). Communication satisfaction, job satisfaction, and job 
performance. Human Communication Research, 12, 395-419. 
 
Price, J. L. (1997). Handbook of organizational measurement. International Journal 
of Manpower, 18, 303-558. 
 
Rasker, P.C., Post, W.M. and Schraagen, J.M. (2000). Effects of two types of intra-
team feedback on developing a shared mental model in command and control teams. 
Ergonomics, 43, 1167-1189. 
 
Remco, J, Rene, S. and Petru, L. C (2008). Virtual communicating, conflicts and 
performance in teams. Team Performance Management, 14(7), 364-380. 
 
Roberts, K.H. and O’Reilly, C.A. (1974). Measuring organizational communication. 
Journal of Applied Psychology, 59.  
 
Rico, R. and Cohen, S.G. (2005). Effects of task interdependence and type of 
communication on performance in virtual teams. Journal of Managerial Psychology, 
20(3), 261-274. 
 
Ramsower, R. (1985). Telecommuting: The Organizational and Behavioral Effects of 
Working at Home. Ann Arbor, Michigan: UMI Research Press. 
 
Rice, R.E. and Blair, J.H. (1984). The New Media: Communication, Research, and 
Technology. Sage Publications. 
 
Rice, R.E. (1991). Task analyzability, use of new media, and effectiveness: A multi-
site exploration of media richness. Organization Science, 3(4), 475-500. 
 
Ruse, G.S., Daft, R.L, and Lengel, R.H. (1990). Media Selection and Managerial 
Characteristics in Organizational Communications. Management Communication 
Quarterly, 4(2), 151-175. 
79 
 
 
Rutter, D. (1987). Commuting by telephone. New York: Pergamon Press. 
 
Salant, P. and Dillman, D.A. (1994). How to conduct your own survey. New York: 
John Wiley and Sons, Inc. 
 
Seashore, S.E. (1954). Group cohesiveness in the industrial work group. Ann Arbor, 
Michigan: Institute for Social Research, University of Michigan Press. 
 
Sekaran, U. (2003). Research Methods for Business: A skill-building approach (6
th
 
ed.). New York: John Wiley and Sons, Inc. 
 
Sharifi, H. and Zhang. Z. (1999). A methodology for achieving agility in 
manufacturing organizations: an introduction. International Journal of Production 
Economics, 62, 7-22. 
 
Shirley, V.S. (1985). F International: Twenty Years’ Experience in Homeworking. 
National Academy of Sciences, The National Academy Press. 
 
Short, J.A., Williams, E. and Christie, B. (1976). The Social Psychology of 
Telecommunication. Wiley, London. 
 
Sims, D. and Galpin, S. (1999). Narratives and identity in flexible working and 
teleworking organizations. In Jackson, P. (Eds), Virtual Working: Social and 
Organisational Dynamics (pp. 76-94). London: Routledge. 
 
Staples S. (2001). A study of remote workers and their differences from non-remote 
workers. Journal of end User Computing, 13(2), 3-14. 
 
Straus, S.G. (1996). Getting a clue: the effects of communication medium and 
informantion distribution on participation and performance in computer-mediated 
and face-to-face groups. Small Group Research, 27(1), 115-142. 
 
Steinfield, C.W. and Fulk, J. (1986). Task Demands and Managers’ Use of 
Communication Media: An Information Processing View. Paper presented at the 
1986 Meeting of the Acedemy of Management Organizational Communication 
Division, Chicago, IL. 
 
Sproull, R.F. (1991). A lesson in electronic mail. In Sproull, L. and Kiesler, S. (Eds), 
Connections: New ways of working in the networked organization (pp. 177-184). 
Cambridge: MIT Press. 
 
Sproull, L. and Kiesler, S. (1986). Reducing social context cues: electronic main in 
organizational communication. Management Science, 32(11), 1492-1512. 
 
Sullivan, C.B. (1995). Preferences for electronic mail in organizational 
communication tasks. The Journal of Business Communication, 32(1), 49-64. 
 
80 
 
Suh, K.S. (1999). Impact of communication medium on task performance and 
satisfaction: An examination of media-richness theory. Journal of Information and 
Management, 35(5), 295-312. 
 
Thompson, J.D. (1967). Organizations in action. New York: McGraw-Hill. 
 
Thatcher, A. and De la Cour, A (2003). Small group decision making in face-to-face 
and computer-mediated environments: the role of personality. Behavior and 
Information Technology, 22, 203-218. 
 
Townsend, A., DeMarie, S. and Hendrickson, A. (1996). Are you ready for virtual 
teams?. HR Magazine, 41(9), 122-126. 
 
Trevino, L.K., Daft, R.L., and Lengel, R.H. (1987). Media Symbolism, Media 
Richness, and Media Choice in Organizations: A Symbolic Interactionist Perspective. 
Communication Research, 14(5), 553-574. 
 
Valacich, J.S., Dennis, A.R. and Connolly, T. (1994). Idea generation in computer-
based groups: a new ending to an old story. Organizational Behavior and Human 
Decision Processes, 57, 448-467. 
 
Walther, J. (1995). Relational aspects of computer-mediated communication: 
experimental observations over time. Organization Science, 6(2), 186-203. 
 
Warkentin, M., Sayeed, L. and Hightower, R. (1997). Virtual teams versus face-to-
face teams: an exploratory study of a web-based conference system. Decision 
Science, 28(4), 975-996. 
 
Wheeless, V., Wheeless, L., Howard, R. (1983). An analysis of the contribution of 
participative decision making and communication with supervisor as predictors of 
job satisfaction. Research in Higher Education, 18. 
 
White, K.B. (1986). Current Technology Practices: Perspectives from Information 
Systems Managers. SIM Spectrum, 3(6), 1-5. 
 
Zakaria, N., Amelinckx, A. and Wilemon, D. (2004). Working together apart? 
Building a knowledge-sharing culture for global virtual teams. Creativity and 
Innovation Management, 13(1), 15-30. 
 
 
 
 
 
 
 
